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"Digital services are not about showcasing technological prowess - they are 
ultimately about enabling life for people. This is important as even the best-
performing technology can fall down if people cannot use or understand it. We 
need to look across the life spectrum to see how we can include people of all 
capabilities - from the digitally proficient, to the digitally familiar, and even 
include the 18% of the digitally abandoned in the UK.“ 
Rama Gheerawo, Helen Hamlyn Centre for Design, RCA 

“At a time when customer 
experience is key to brand 
loyalty, user-centred design 
needs to be front and centre if 
UK businesses are to 
capitalise on their emerging 
digital technology growth 
potential. Over 20 years of 
DBA internationally 
recognised design 
effectiveness prove the case.” 
Deborah Dawton, CEO, DBA 

"We have a 
zealot-like 
approach for 
businesses to 
understand the 
value of 
design“ 
Siobhan Keely, 
Development 
Director, 
Design 
Museum 

Interviews and Insights 

“Service design is also increasingly being 
applied in Government.  A range of 
departments from HMRC to MoJ are 
strengthening their service design 
capabilities.  And the Government’s 
Policy Lab which I head up, has been 
created by the policy profession to help 
bring design techniques to policy 
making.” 
Dr Andrea Siodmok, Head of the Policy 
Lab, Government Innovation Group, 
Cabinet Office. 

"Lets industrialise with an 
army of producers with 
R&D budgets to invest in 
micro's.“ 
Rachel Cooper Chair 
Lancaster Institute for the 
Contemporary Arts 

Extract from Service Innovation 
Handbook published 02.15  
“ One possible design 
approach would have been for 
the designers to show the 
workers what the software 
would be like for them to use 
and ask for feedback. Instead, 
the designers set up ways for 
the workers to play with and 
manipulate the paper 
prototypes. This allowed all the 
people involved – designers, 
researchers and workers – to 
develop a shared language and 
concepts about how 
typesetting would be 
reconfigured when some of 
the activities were done using 
software.” 
Lucy Kimbell, Associate Fellow 
Saïd Business School, 
University of Oxford, Principal 
Research Fellow at the 
University of Brighton,  
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A nationally-co-ordinated programme 
is led by the Digital Catapult – driving 
delivery, capturing learning and 
promoting success. 
  
Sunderland is the demonstrator for 
The Garage - a set of design-led 
services, driving innovation in 
established sectors – which is then 
transferable to a number of other 
locations in the UK. 
  
Brighton sits at the hub of a 
Greenhouse network of specialist UX-
innovation nodes, co-ordinating a 
national programme of user-centred 
innovation. 
  
Bradford is at the centre of an 
international ‘test-bed’ for digital 
health innovation, hosting projects, 
programmes and teams, and 
providing access to specialist 
resources. 

Visualised recommendations 
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Visualised recommendations 
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